
 
 
 
 
 
 
 
 
 

 

 

 

3 September 2020 
 
Ms Meryn York 
Chair  
Australian Energy Market Commission 
PO Box A2449 
Sydney South NSW 1235 
 
Reference code: RRC0038 
 
 
Dear Ms York, 
 
Maintaining life support customer registration when switching 
 
AusNet Services is pleased to have the opportunity to make a submission to the Australian Energy 
Market Commission’s (AEMC) consultation paper on rule changes proposed by the Energy and 
Water Ombudsman NSW (EWON) to make changing retailer easier for life support customers. The 
consultation proposes further changes to the protections provided to customers requiring life 
support equipment and seek to remove potential barriers life support customers face in changing 
retailers.   
 
We would support any amendments to the life support rules that improve protections and provide 
greater access to retail competition, where implementation costs are justified. However, the 
benefits of the EWON proposal in removing barriers to retailer competition are eroded by the 
requirement of jurisdictional concession schemes for the life support customer to provide the 
retailer with the same medical confirmation paperwork. Additionally, the proposed change would 
have high implementation costs.  
 
In Victoria where AusNet Services operates, the Distribution Network Service Provider (DNSP) role 
when interacting with customers is governed by Victorian energy retail and electricity distribution 
codes rather than under the National Energy Retail Rules (NERR). The Victorian life support rules 
were updated in December 2019. NERR reforms typically result in consequential changes to these 
Victorian codes because a unified approach across the National Electricity Market (NEM) is 
important as national retailers register the vast majority customers with life support.  Therefore, the 
associated B2B arrangements apply across the NEM.   
 
We suggest some improvements to the proposed rule changes that would improve the life support 
process with a lower implementation cost. Retailers with the responsibility of “registered process 
owner” could case manage any life support customers with transfers in error situations or the life 
support customer moving premises. Additionally, we suggest the AEMC give regard to the 
alterations the Essential Services Commission (ESC) made in the recently updated the Victorian 
life support rules, such as: 
 

 the ability to remove life support registration without a 15-business day delay where the 
customer provides explicit informed consent; and 

 a strong obligation on retailers to ask the customer whether they require life support when 
signing up the customer to a new or renewed offer. 

 
Please find our completed stakeholder feedback template addressing the questions posed in the 
consultation paper.  
 



If you have any queries on our submission, please do not hesitate to contact Justin Betlehem on 
03 9695 6288.  
 
Yours sincerely, 
 

 
 
Charlotte Eddy 
 
Manager Economic Regulation 
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